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1. Have a problem with an airline, ticket seller, hotel, or car rental company in Poland or Ukraine? Unsure as to how to claim compensation? ECC-Net can help you!
Airline lost your luggage? Polish travel agency hasn’t fulfilled the contract? Accommodation in the hotel was of a lower standard than you expected? Car rental payment collected without notice from your credit card? Problems with a product purchased in Poland? Contact the European Consumer Centre (ECC) in your country to lodge a complaint and get help for free. To find the ECC in your country, visit http://ec.europa.eu/consumers/ecc/index_en.htm .

If you need consumer advice while in Poland, you can contact the Polish ECC (we operate in English also) on +48 22 55 60 118 (working hours 10am – 2pm, Monday to Friday), or send an e-mail to info@konsument.gov.pl . There will also be a special helpline for consumers (working hours 9am – 5pm, Monday to Friday). For free advice in English call +48 800 007 707 (free of charge number available from landline phones and mobile phones of Polish operators) or number available for foreign mobile users +48 22 827 54 74 (charges according to the price list of your own mobile operator including roaming).
The European Consumer Centres Network (ECC-Net) informs consumers about their rights in the European Union, provides legal advice free of charge, and assistance in Alternative Dispute Resolution. Consumers can submit complaints against traders operating throughout the EU, Norway, and Iceland, as well as complaints related to travelling in Europe. 

If you have a problem with airlines, a trader, or hotel in the Ukraine, you can request assistance from the Ukrainian Consumer Federation Pulse at Miljutenko 6a Street, 02-156 Kijów, tel./fax (+38 044) 51 39 936, e-mail ucf_pulse@ukr.net. More information is available on www.consumerinfo.org.ua.

2. Match tickets: How to buy tickets safely, and what to do if you cannot use your ticket
Do not buy tickets from unreliable agents or website auctions. These may not comply with the law and you could easily fall victim of fraud. To buy tickets securely, use only the UEFA website (www.uefa.com) or purchase as part of a package from a licensed operator. Payments should only be made by credit or debit card.

If you are unable to use a ticket purchased on the UEFA platform, you can resell it but ONLY by using the special UEFA resale platform. UEFA’s terms and conditions prevent ticket holders from passing a named ticket to a friend or family member.

More information can be found at the following link: https://ticketing.uefa.com/euro2012-pl/staticpages/termsandconditions.aspx.

3. Payments and prices: Frequently used methods of payment, average prices in restaurants, rules for tipping

In Poland, credit cards are accepted in the majority of supermarkets, restaurants, petrol stations, and railway stations. However, cash might be necessary for marketplaces, in small shops, local pubs or bars, and for some taxis and buses. Payment in euro is rarely accepted, so it is advisable to carry Polish currency (PLN). Cash – hrywny (UAH) - will also be useful in Ukraine. Credit cards are not accepted everywhere.

How much does lunch cost in a Polish restaurant?
It depends on the location and standard. A package deal that includes a sandwich, chips, and drink in a fast food restaurant costs around 4EUR. In restaurants, a main course with drinks costs approximately 10EUR. In places with table service, it is common to give a tip (10-15% of the bill), but in some places the tip or service charge is automatically included. In Ukrainian restaurants, a 10% service charge is normally added. Restaurant prices in big Ukrainian cities will be a little lower than in Poland, but not necessarily in areas near to stadia or tourist attractions. 

4. Shopping – what are your rights?

When filing a complaint about a defective product bought in Poland, you should identify the legal grounds for your complaint. There may be non-conformity of the product with the contract of sale – in which case the complaint is addressed to the seller - or a warranty-based complaint, which is addressed to the warrantor.

Non-conformity of the product with the contract of sale

Polish sellers are responsible for the non-compliance of goods with the contract where the lack of conformity existed at the time of purchase and it became apparent within two years of the delivery date. To exercise consumer rights, the consumer has to inform the seller about the defect within two months of the date it was discovered. The consumer may first request repair or replace. If the goods cannot be repaired or replaced, or if these are inadequate, the consumer may request an appropriate reduction in price or the cancellation of the contract. On receiving a request for repair or replacement, the seller has fourteen days to solve the problem, otherwise the complaint is deemed to be justified.

Warranty-based complaint
If a complaint is warranty-based, you need to check the warranty’s expiry date and any conditions attached thereto. The warrantor can set any expiry date and is responsible for the product within this period.

Purchases in the Ukraine
If you buy a product in Ukraine and it is defective, you have the right to issue a complaint to the seller during its warranty period. If a product has no warranty period, you have the right to lodge a complaint to the seller within two years. You can ask to have the goods repaired or replaced, seek a refund, or ask for a reduction of the price.

How to complain to a Polish or Ukrainian trader
Already made form English-language is available for download from the following link: http://www.konsument.gov.pl/files/acce_just03_en.pdf. When sending a claim, don’t forget to attach receipts, which will provide proof of the transaction. Make sure to save a copy of the documents sent for your own records.

5. Hotel and hostel ratings – what does ‘3 stars’ really mean?
There is no single, universal system of classification for hotels in Poland and the Ukraine. If you have booked a 3-star hotel in Poland, you can expect the following:

· Internet access

· Access to a computer (not necessarily in the room itself)

· Payment by credit card

· Facilities for disabled people

· A separate bathroom with cosmetics provided

In addition, consumers are advised to note that there is no guarantee of room service or air conditioning in 3-star hotel..

Before you choose your accommodation, check opinions and reviews from other travellers, e.g. on websites which provide reservation services. This helps to avoid disappointment. However, if it turns out that the accommodation doesn’t meet your expectations, you can lodge a complaint with the trip organiser or, in the case of an individual booking, with the hotel service directly.

A pre-prepared, English complaint form to a trader is available from the following link: http://www.konsument.gov.pl/en/kontakt/skarga-do-eck.html.
6. Booking accommodation on the Internet – what are the rules for cancellation and compensation?
Is it possible to withdraw from a booking without any further consequences?
Usually not. Your right to cancel will depend on the terms and conditions of the individual accomodation provider. In accordance with EU regulations, there is no right of withdrawal (within 7 working days in the EU and 10 calendar days in Poland) from a contract concluded via the Internet for flight tickets, game/concert tickets, or accommodation bookings. Consumers are advised not to make hasty decisions as, if you change your mind, a hotel can demand compensation for the cancellation of the booking – anything from 50-100% of the total cost.

A similar situation may arise in Ukraine. The right of withdrawal from the reservation will depend on a trader’s goodwill. The latter has no obligation to agree to a free cancellation of the contract.

7. Transport – know your passenger rights!
Flight delay or cancellation
Delay caused by a strike or technical problems, or the cancellation of a flight, is covered by EU law. In these situations, the air carriers are obliged to provide assistance to passengers. The airlines should inform passengers about the status of the delay and provide meals and beverages free of charge (e.g. sandwiches, tea, coffee); the amount of which will be relevant to the period of the delay.

You have a right to compensation of between 250 and 600EUR in two cases – (a) when, because of flight delay, you reach your destination more than three hours after the scheduled time of arrival, and (b) when your flight is cancelled. The carrier won’t be obliged to compensate passengers if a delay or cancellation was caused by extraordinary circumstances, e.g. a strike at an airport. You have the right to a refund of the cost of the unused ticket or you can accept rerouting to your destination.

Lost luggage
If your baggage has been lost, you should go to the information point in the airport and fill out a Property Irregularity Report (PIR), ensuring to save a copy for your records. The next step is to lodge a complaint against the airline. You have seven days to send a complaint in the case of your bag being damaged, or 21 days when it is delayed. The maximum amount of compensation under the Montréal Convention is 1.131 Special Drawing Rights or roughly 1.370 EUR.

Delayed train

If your journey was delayed by more than one hour, you have the right to compensation under EU legislation. This amounts to 25% of the ticket price where the delay was between 60 and 119 minutes, and 50% of the ticket price where the train was delayed for 120 minutes or more. This refers to routes in Poland and the EU with trains like Express, InterCity, Express InterCity, EuroCity, or EuroNight. The passenger should ask a conductor to confirm the delay on a ticket and should then lodge a written complaint with the rail carrier. It should be noted that regulations which allow you to request compensation for delay are not applicable to public transport and regional transport (e.g. cheap rail lines) in Poland.

8. By train, bus or car? Useful tips
Crossing borders
EU citizens can cross the Polish border with photo ID only, but when travelling to the Ukraine a passport is required (a visa is not necessary).

Car rental
In international rental networks, a credit card is required to rent a car (the card holder must be present when the car is picked up). The card is used to authorise the rental, meaning the total amount is charged at the outset and any excess refunded at the time of return.

Attention! Before you rent a car, check that the vehicle has full insurance. Some promotional offers for cheap insurance do not cover all eventualities and in the event of a collision you may not be fully protected. The insurance policy, likewise, may not cover all parts of the car, so for example if the windows are broken by a burglar, you may be liable for the repairs.

The price of petrol is around 1.40 – 1.50EUR per litre in Poland and around 1EUR in Ukraine.

Travel by train
In Poland, you can plan your journey using the following site: http://rozklad-pkp.pl (the website is available in English). If you wish to use EIC, Ex, or TLK trains, you will need to book tickets on http://intercity.pl/en/, while the booking engine for InterRegion trains is available on http://www.i-pr.pl/ (only in Polish). Tickets can be purchased at the station but it is advisable to book them in advance.

The estimated time of travel between Warsaw and Wroclaw is over 6 hours, and between Warsaw and Poznan around 2.5 hours.

It is possible to reserve seats in first class only in TLK trains (i.e. there is no reserved seating in the other classes), while in EIC (Express Intercity) it is possible to reserve seats in first and second class.

Polish Pass, 5 in 1
This is a special voucher for fans travelling to EURO 2012 in Poland. It enables simultaneous reservation of accommodation, flights, train tickets, insurance, and tickets for public transport in host cities. This is done via a single online platform. The services can be easily linked, for example travel insurance with train tickets and accommodation, for added convenience.

More information: https://www.polishpass.org/poland2012/
In Ukraine, there are two types of tickets: (a) long-distance – with sleeping cars (first class “SV”, second class “kupe”, third class “platzkart”) and (b) local tickets.

It is advisable to reserve tickets in advance, by ordering via the internet (English language website – http://test.e-kvytok.ua/eng/) or by phone. They can be collected and paid for in special offices at the railway stations. During hectic days, it could be impossible to buy a ticket for the same day, or it could take a couple of hours waiting in a queue.

9. City transport – bus, taxi, metro: What to be aware of

Public transport
In each host city in Poland, public transport is well-organised and there will be additional means of transportation provided during the tournament. Tickets can be bought in automatic machines, at bus stations, at a kiosk, or you can ask a bus driver.

· In Warsaw, you can travel by buses, trams, and by subway. One all-purpose ticket is enough – a disposable ticket costs 3.60 PLN (90 cent). 
· In Gdansk a disposable ticket costs 2.80 PLN (70 cent). If you want to travel to neighbouring cities such as Gdynia and Sopot, you can travel by fast train (SKM), though the tickets are slightly more expensive. 
· In Poznan, a ticket for the bus or tram costs 3 PLN (75 cent) and it is valid for 30 minutes after purchase.

· In Wroclaw, a disposable ticket for the ordinary bus or the tram costs 2 PLN (50 cent).

In Ukraine, there is a subway in Kijow and Charkow. In addition, there are buses, trolleybuses, and trams. Before entering the subway, you should buy a special ticket at the box office or from automatic machines. The price of a disposable ticket for any means of public transport is 2 UAH (18 cent approx.).

Look out: Football fans having tickets for the UEFA EURO 2012 matches in Poland will be entitled to use public transport in host cities (Warsaw, Poznan, Wroclaw, Gdansk) for free on the day of the event in each city. In addition, during the whole period of the tournament every fan and tourist, even without match ticket, will have opportunity to catch the special free of charge buses marked with the Continental company logo, UEFA EURO 2012 official sponsor. 40 "ContiBuses" buses in the 4 host cities will link airports with stadiums and fan zones. On the days without matches there will be available sightseeing routes.
Taxi
In Poland, we suggest taking company taxis, not private ones as it is easy to fall victim of crooks. Don’t get into cars displaying a taxi sign unless the taxi company’s name and telephone number is clearly shown, and information on fare per kilometre is displayed clearly on the side window. Private taxis may provide information about fares, but these will often be very high even for one kilometre or just for commencing a journey, and displayed on the front window or in tiny font so that it is difficult to read.

Before commencing a journey, it is useful to ask for an estimate of the total fare. The average price for one kilometre in a company taxi in host cities is 2.40 PLN (approx. 60 cent), plus a service charge of approximately 8 PLN (2EUR). At weekends, on holidays, and at night rates are roughly 50% higher.

In Ukraine, company taxis are available (identifiable by a neon lamp on the roof) as well as private ones (in theory, any car can be used as a taxi). It is worth coming to an arrangement with the driver for a specific price in order to avoid disappointment. The rate for one kilometre in a marked taxi is, on average, 2.5 UAH (22 cent).
10. EU Health Card and private medical insurance – how to use this remedy

Before you start your journey, it is recommended that you apply for the European Health Insurance Card (EHIC), which entitles you to free emergency medical care in Poland. It covers the costs of a medical consultation, the ambulance service, and also a stay in hospital if you have an accident. However, as the card’s scope is limited, it is recommended that you buy additional, private insurance, particularly if you are travelling to Ukraine as well (as it is outside the EU, the EHIC is not accepted there). An insurance policy for Ukraine can be bought at the airport or at the border.

Look out: During the UEFO Euro 2012 championships in Poland, only soft drinks will be solid in the stadia. However, beer and alcohol will be available in the fan zones. “Sobering stations” will be run for free near these fan zones, to aid those who may have slightly abused alcohol. Fans who are intoxicated and behave aggressively may be transported by police to ordinary sobering stations for 24 hours, at a cost of 60EUR approx.

11. 112 – The EU Single Emergency Number
Road accident? Street fighting? Need medical assistance? Call the emergency number 112, which operates throughout the EU. Through this service, you can contact the police, fire services, ambulance services, and other emergency assistance.

12. Roaming and Internet Facilities (WIFI)
Calls
As a result of changes adopted by the European Union, the roaming rates per minute within the EU are as follows:

· To make a call: 35 cent

· To receive a call: 11 cent

· Sending a text message: 11 cent

· Receiving a text message: free

From July 1st 2012, the date of the Euro 2012 final, new, lower tariffs per minute are to be introduced as follows:

· To make a call – 29 cent 

· To receive a call – 8 cent

· Sending a text message – 9 cent

· Receiving a text message – free

An operator is obliged to offer at least one roaming tariff complying with these rules, but it also has the option to enforce other tariffs at higher prices. It is advisable to ask your operator about your roaming tariff before you travel.

Internet
Smartphone Internet users shouldn’t be worried about large bills, because an automatic block is applied when the transfer limit of 50EUR is reached. Access to the Internet is unavailable thereafter unless the user consciously chooses to exceed the limit. The maximum price payable for 1 MB of data transfer has not yet been set, but as of July 1st 2012 it will be 70 cent.

In Poland, there is free WIFI internet access in most places, including city centres, stations, or restaurants.

Look out: EU roaming tariffs for making or receiving a call and the use of the internet by mobile phone will not apply in Ukraine. Before you start your journey, you should check tariffs with your operator.

More information about host cities (useful links)

Warsaw - http://www.um.warszawa.pl/en
Wroclaw - http://wroclove2012.com/en/
Gdansk - http://www.uefaeuro2012.gdansk.pl/en/
Poznan - http://www.poznan.pl/mim/main/en/
Polish Guide prepared for UEFA EURO 2012 visitors: http://www.polishguide2012.pl/en/
Certain information about Ukraine gathered by courtesy of Polish Office of Competition and Consumer Protection and Ukrainian organization Pulse – partners who issued a series of mini consumer guides for UEFA EURO 2012 Polish and Ukrainian football fans.

